


Performance Guidelines:
Formula Monitoring (continued)

If retail cash receipts are used, this documentation must include the following

information:

® Store name and address or a code number by which the store location can be
identified;

® Date of purchase; and
® ltemized list of the items purchased including:
* Quantity;

* Unit price; and
* Extended price.

Cash receipts are considered complete when a computer code (which can be verified
by the store) accompanies the item description. Cash receipts without an item
description require listing the exact WIC-approved items purchased (including brand,
type, and size) on the back of the receipt and must be signed by a store manager.



Performance Guidelines:
Sighage and Shelf Labels

These guidelines define specific requirements associated with using signage and

shelf labels. All authorized retailers must use window decals and some retailers are
also required to use checkout lane signage. Authorized retailers must correctly and
consistently use State WIC Office-issued or approved custom shelf labels. Refer to the
chart in this section for labeling requirements.

Signage
Authorized retailers are required to post an eWIC Processor-issued window decal
in a highly visible location (the store’s main entrance window or door).

Authorized retailers having registers that do not accept WIC are required either to

use checkout lane signage to identify which registers accept eWIC food benefits, or to
indicate what methods of payment are accepted on registers that do not accept eWIC
food benefits.

Authorized retailers may obtain checkout lane signage by submitting a Retailer Supply
Request webform.

Other signage using WIC, WIC logos, or other WIC branding requires approval by
the State WIC Office before posting.

Shelf Label Use

Authorized retailers must use State WIC Office-issued or approved custom shelf labels
to identify WIC-approved foods.

Authorized retailers who do not have an approved custom label may obtain State WIC
Office-issued shelf labels from the State WIC Office. Authorized retailers who do have
an approved custom label should order labels from their corporate office. State WIC
Office-issued shelf labels are not to be used and not available to authorized retailers
with an approved custom shelf label.

Authorized retailers may use shelf labels for WIC-approved foods in a food category
without a label requirement (e.g., infant food, brown rice, etc.); however if shelf labels
are used on any item in a food category without a label requirement, shelf labels must
be used on all items in that food category.

Authorized retailers must consistently use the same type of shelf label (either State WIC
Office-issued or custom, but not both) across all WIC-approved foods.

Authorized retailers must ensure that shelf labels are clearly visible when posted with
the associated WIC-approved foods.
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Custom Shelf Labels

Authorized retailers are permitted to use approved custom shelf labels that
contain a service mark (such as the WIC acronym or WIC logo) to identify WIC-
approved foods.

Authorized retailers using custom shelf labels must confirm the procedures for ordering
additional WIC shelf labels with their corporate offices.

Requests for the review and approval of a custom shelf label must be submitted to the
State WIC Office prior to use.

Authorized retailers must submit, at minimum, one print-ready image of the proposed
shelf label. The image of the shelf label must state the proposed total size, font name
and size, dimensions, color, and any other distinguishing features. The retailer must
disclose all variations of the proposed shelf label, (e.g., promotional). The WIC Program
recommends a font size of at least 18 point. Requests must be submitted at least 30
calendar days prior to the intended first date of use.

The proposed shelf label image and request may be submitted to the Vendor
Compliance Manager by email.

Custom shelf labels submitted for review must include, at minimum, the following
terminology: “WIC” or “W.I1.C.”

The Vendor Compliance Manager will notify the requester of the proposed shelf label
within 30 calendar days after the submission is received of the decision to approve or
disapprove.

Authorized retailers may use approved alternative materials such as posters, flyers, and
inserts in addition to custom shelf labels. Retailers must not, however, use any such
materials as a substitute for custom shelf labels when identifying WIC- approved foods.
Requests for the review and approval of alternative materials must be submitted to the
State WIC Office prior to use.

Shelf Label Monitoring
Authorized retailers must not use shelf labels provided by a product supplier that
display the WIC acronym or logo unless approved in writing by the Vendor Compliance

Manager.

Store personnel must routinely monitor all posted shelf labels to ensure they are
accurately and consistently used with WIC-approved foods.

During on-site visits, an agency representative will document any noncompliance
related to an authorized retailer’'s use of WIC-approved shelf labels.



Performance Guidelines:
Shelf Label Comparison Chart

Breakfast Cereal

Juice (frozen and liquid)
1% Milk Skim/Fat Free Milk
Yogurt

Peanut Butter

Cheese (sliced and blocked)

Eggs
Infant Cereal
Infant Food?®
Infant Formula
Beans, Peas, and Lentils
(canned and dried)
Canned Fish
Fruits and Vegetables?®
Lactose Free Milk
Soy Milk
2% Milk
Whole Milk
Whole Grains
(bread, pasta,
tortillas and rice)

' Refer to the WIC Approved Food List, Formula Flyer and Approved Product List for
more information about specific varieties, sizes, types, flavors, and manufacturers.

?Retailers must be consistent in labeling all eligible products within a food category
when using shelf labels on WIC-approved foods for which there is no label requirement.

5 The WIC Progam recommends not labeling these items, unless the label is

automatically generated from the Approved Product List.

4 Refer to the WIC Approved Food List and Approved Product List for WIC-approved

brands.




Performance Guidelines:
Complaints and Incidents

These guidelines define how and when authorized retailers should complete and
submit a Retailer Complaint and Incident Form. The State WIC Office uses this
information to promote program integrity and educate eWIC cardholders.

Reporting

Authorized retailers, corporate contacts, and support staff must use the Retailer
Complaint and Incident Form to report suspected abuse and potential violations
experienced while serving eWIC cardholders. This form includes details listed on the
eWIC shopping list receipt. Completed forms must contain the following information:

® eWIC cardholder’'s name and Personal Account Number;
® Any other identifying information available to the retailer’; and
© Brief description of the complaint or incident.

This form and any attachments (such as receipts) should be submitted to the State
WIC Office. Retailers should keep a copy of the submission for future reference.

If an incident requires the involvement of police or other law enforcement personnel,
the authorized retailer should submit a copy of the police report.

For immediate assistance in the complaint submission process, contact the store’s
assigned Vendor Liaison. For guidance in reporting any type of complaint or incident
not outlined in this section (e.g., program abuse by another authorized retailer),
contact the Vendor Compliance Manager.

“Available” information is information that is not requested (e.g. physical appearance). All WIC
Program confidentiality guidance must be observed during complaint and incident reporting.



Performance Guidelines:
Confidentiality

These guidelines define important considerations that retailers must follow in handling
confidential information associated with processing eWIC transactions.

Confidentiality

Retailers shall neither ask for personal information to transact an eWIC sale nor capture
or use the information available from the eWIC transaction for building client files
without the eWIC cardholder’s knowledge and permission.

Authorized retailers have the right to use information contained on the eWIC benefit
card (i.e., eWIC cardholder’s name and Personal Account Number) to file a complaint
against a cardholder that does not follow established WIC Program procedures.

With the consent of the State WIC Office, authorized retailers have the right to use
information including data from an eWIC transaction to file a complaint of criminal
activity to law enforcement authorities. However, the retailer should not give personal
information regarding an eWIC cardholder, participant, or proxy to such authorities
investigating incidents unrelated to a WIC transaction.

Authorized retailers may not ask for the eWIC cardholder’s telephone numlber, address,
Social Security Number, or any additional personal information as might be requested
with non-WIC transactions. Such information is confidential.

If a cashier must call for manager assistance, the cashier must not identify “WIC” when
seeking this type of assistance.




Financial Considerations:
Peer Group Classification

These guidelines define the State WIC Office’s method of categorizing stores by
specific attributes. The result of this grouping process identifies an authorized
retailer’s peer group. The primary purpose of the peer group structure includes (but
is not limited to) competitive redemption analysis, risk analysis, calculation of Not-
to-Exceed values, and compliance monitoring.

Peer Group Classification
Peer group assignments are made based on the following attributes:

® Type of authorization (e.g., retailer, commissary, or special formula contractor);
® Geographic classification (e.g., urban or rural);

® Number of total checkout lanes; and

® Annual eWIC food benefit redemptions

Authorized retailers will be notified of the peer group to which the store is assigned.

Geographic location, number of checkout lanes, and projected sales data will be
used to determine initial peer group assignment for new applicants and authorized
retailers with less than six months of redemption history.

The State WIC Office may periodically recalculate a store’s assigned peer group
using the most recent available redemption data.



Financial Considerations:
Price Competitiveness

These guidelines define state and federal requirements that authorized retailers

must remain price competitive in order to participate in the WIC Program. A price
competitiveness analysis is completed for new applicants using collected pricing data
and for authorized retailers using actual eWIC benefit redemption data.

New Applicants

Applicants must apply for WIC Program authorization using the Crossroads Vendor
Portal system or current approved online system.

The application process includes a store pre-authorization visit, which includes price
collection of select WIC Food Items. The collected prices are analyzed to determine
the level of price competitiveness for selected food items and combinations of food
items (also referred to as market baskets). If the applicant’s market basket prices are
identified as noncompetitive, WIC Program authorization will be denied. If authorization
is denied, the applicant has 15 calendar days from the application submission date to
request an administrative review. Prices collected by the State WIC Office must reflect
the highest price for selected WIC-approved food items. Applicants can locate the WIC-
approved food items in the Minimum Stocking Requirement section of this manual.

If the applicant passes the initial market basket analysis, the State WIC Office will send a
written confirmation letter notifying the store of its selection status.

Authorized Retailers

The State WIC Office monitors prices in real-time and analyzes the price
competitiveness of all authorized retailers, at minimum, twice each federal fiscal year.
Paid redemption amounts for WIC-approved food items are analyzed by the WIC state
office for competitiveness within the store’s assigned peer group.




Financial Considerations:
Reimbursement Levels

These guidelines answer some common guestions that authorized retailers have about
how eWIC food benefits are reimbursed by the State WIC Office.

Not-to-Exceed Value

Authorized retailers are reimbursed for WIC approved foods purchased by eWIC
cardholders. A reasonable price is determined based on the food item’s category,
subcategory, or Universal Product Code (UPC). A maximum, Not-to-Exceed (NTE)
value is calculated based upon previous eWIC food benefit redemptions for the store’s
assigned peer group. NTE values are recalculated weekly.

Authorized retailers connect to a centralized database which identifies authorized food
items and their NTE reimbursement levels.

Authorized retailers should contact the NTE Coordinator at the State WIC Office if they
have questions about the NTE reimbursement level set for their store’s peer group. The
UPC for the food item in question must be provided.

Authorized retailers whose prices are higher than established NTE values will only be
paid up to the NTE value. Requests for reconsideration of NTE reimbursement levels
must be submitted to the NTE Coordinator.

Authorized retailers whose prices are lower than established NTE values will be
reimbursed the actual price submitted.

Authorized retailers using stand-beside devices to process eWIC transactions can
identify the NTE reimbursement level by reviewing settlement and reconciliation reports
produced daily by the eWIC Processor.

Cash Value Benefits
A dollar amount is loaded on the eWIC benefit card for fresh, frozen, and canned fruits
and vegetables. No NTE level exists for these benefits.

Adjusted Payments

Payment adjustment requests must be submitted in writing to the State WIC Office
within 30 calendar days of the original transaction date. The retailer should include a
detailed explanation of the issue as well as the corrective action taken to prevent future
occurrences if applicable.



Financial Considerations:
Automated Clearing House Reimbursements

These guidelines define the roles of the State WIC Office, the eWIC Processor, and
the authorized retailer in providing banking information used to process Automated
Clearinghouse (ACH) adjustments.

Automated Clearing House (ACH) Adjustments

Authorized retailers must provide current banking information to the State WIC
Office and third party eWIC Processor as such information is required to process
ACH reimbursements for eWIC transactions. The ACH system is used to reimburse
authorized retailers for eWIC food benefits redeemed by eWIC cardholders or to
recover overcharges.

The retailer’s point-of-sale system transmits a daily file to the eWIC Processor, which
triggers reimbursement to the authorized retailer for e WIC transactions processed that
business day. The eWIC Processor forwards all reimbursements electronically to the
authorized retailer’'s bank account.

To ensure that ACH adjustments are applied correctly, it is critical that retailers provide
banking information, including changes, to the State WIC Office and third party eWIC
Processor immediately. Retailers that fail to submit updated banking information to the
eWIC Processor may not be eligible to receive payment for eWIC transactions.

Retailers must contact the State WIC Office and eWIC Processor directly to set up or
make changes to their ACH banking information.

Settlement reimbursements paid to authorized retailers shall be for the total dollar
amount as approved by the WIC Program at the time of purchase. This amount
represents the lesser of either the store’s per item price or the WIC Program’s Not-to-
Exceed value.

Retailers using stand-beside devices are encouraged to reconcile eWIC transactions
against the daily settlement and reconciliation reports available from the eWIC
Processor.

The State WIC Office does not provide ACH statements or settlement and reconciliation
reports for eWIC transactions.




Financial Considerations:
WIC Purchase Receipts

These guidelines define store-level requirements for providing WIC purchase receipts
to eWIC cardholders. WIC purchase receipts document the eWIC food benefits both
currently available and used during the most recent transaction. The WIC purchase
receipt is important in verifying that the WIC Program and the eWIC cardholder’s
benefit account were charged only for intended items. The WIC purchase receipt is
helpful to both the eWIC cardholder and the authorized retailer; it is a complete listing
of the food items selected by the WIC Program for a specific e WIC cardholder.

WIC Purchase Receipts

Authorized retailers are required to provide a WIC purchase receipt for foods
purchased with an eWIC benefit card. This receipt, shall include at minimum, the
following:

1. Last four digits of the eWIC card’s Primary Account Number (PAN);

2. Store name and address;

Transaction date and time;

Products purchased including quantity, description and unit of measure;

Price charged for each product

Total purchase amount;

Benefits Remaining, including the description, quantity and unit of measure; and
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Unigue transaction identifier or system trace audit number.

Authorized retailers must give a copy of WIC purchase receipt to the eWIC cardholder
either directly or by placing it in the customer’s shopping bag. Retailers should
encourage the eWIC cardholder to retain a copy of the WIC purchase receipt but are
not responsible for ensuring the eWIC cardholder keeps it.

Balance Inquiry

Authorized retailers must offer a balance inquiry option to eWIC cardholders. This
option must accurately identify available eWIC food benefits and should serve as a
shopping tool. A balance inquiry receipt shall list at minimum, the following:

1. Last four digits of the eWIC card’s Primary Account Number (PAN);

2. Store name and address;

W

Date and time of balance inquiry;

e

Benefit expiration date; and

o

Remaining benefits available in the eWIC cardholder’s account for the current
benefit period including the description, quantity and unit of measure.



Financial Considerations: ccontinued)

The eWIC cardholder must not be required to make a purchase in exchange for
requesting a balance inquiry.

The eWIC cardholder must not use the eWIC benefit card to purchase more than the
quantity listed on the balance inquiry receipt. Other forms of tender (i.e. SNAP card,
credit or debit card, and cash) must be used to pay any difference between available
eWIC food benefits and the total at checkout.

Exchanges and Refunds

These guidelines answer some common questions that authorized retailers have about
restrictions and limitations that apply to eWIC cardholders’ requests for exchanges
and refunds. Authorized retailers cannot issue cash refunds or store credits for food or
formula purchased with an eWIC benefit card.

Exchanges and Refunds

An eWIC cardholder may exchange a WIC-approved food or formula for the exact type
purchased. For example, the item previously purchased may be expired, have damaged
packaging, or have spoiled or inedible contents. Authorized retailers are allowed to
provide an even exchange in accordance with the store’s policy for all customers, which
may or may not require a receipt as proof of purchase.

ltems purchased using an eWIC benefit card must be exchanged for the exact quantity
and type selected for the eWIC cardholder’s shopping list. The WIC Program does not
allow cash refunds or store credits to be provided to the eWIC cardholder. At no time
may an authorized retailer exchange eWIC food benefits for cash.

Rain checks and the use of the eWIC benefit card as a due bill are not permitted. Due
bill processing occurs when an authorized retailer provides food benefits on the eWIC
shopping list but does not process the eWIC benefit card until the date the benefits
become available. If the authorized retailer does not have the food or formula available,
then the sale must be refused and the eWIC cardholder should be referred to another
authorized store.




Financial Considerations:
eWIC Benefit Card Handling

These guidelines define the process for handling lost or improperly used eWIC benefit
cards.

Lost eWIC Benefit Cards

If an authorized retailer finds an eWIC benefit card, the store must report it immediately
by calling the Conduent eWIC Retailer Help Desk: 877-436-6057.

The authorized retailer may mail the recovered eWIC benefit card to the State WIC
Office, Attn: Vendor Compliance Manager. Until it is mailed, the store must keep the lost
eWIC benefit card in a secure location.

Damaged eWIC Benefit Cards

If an authorized retailer cannot process a damaged eWIC benefit card, the store should
refer the eWIC cardholder to the local WIC office for assistance.

If an eWIC benefit card Personal Identification Number (PIN) is rejected after three
entry attempts, the retailer must advise the eWIC cardholder to call the Xerox eWIC
Cardholder Help Desk. This phone number is printed on the back of the eWIC benefit
card. Under no circumstances should the retailer call on behalf of the eWIC cardholder.

Retailers should only manually enter the eWIC cardholder’s Personal Account Number
(PAN) if the card cannot be read by their POS system. Under no circumstances can the
PAN be manually entered without the the eWIC benefit card being physically present at
the time. Cashiers should encourage participants to contact the Xerox customer service
number on the card so it can be replaced.

Improperly Used eWIC Benefit Cards

A. If an authorized retailer suspects that an eWIC benefit card is being used improperly,
the store should report such activity to the State WIC Office with the Retailer Complaint
and Incident Form.



Training: Retailer Interactive Training

These guidelines define training requirements for authorized retailers. Training provided
to cashiers and store personnel is designed to prevent errors, abuse, and other
noncompliance as well as promote delivery of quality services to eWIC cardholders.

State WIC Office Training

The State WIC Office is responsible for training authorized retailer management
staff in most program functions except point of sale transactions. For additional
guidance, contact the store’s assigned Vendor Liaison.

Authorized retailer management or representatives are responsible for training all
store personnel involved in processing eWIC transactions.

Authorized retailers must should contact the store’s assigned Vendor Liaison to
request training assistance.

Authorized retailers must seek out their own translation resources to assist them
in understanding English language presentations and training materials, if needed.

Certified Trainer Program (optional)

Authorized retailers not currently participating in the Certified Trainer Program
must submit the participation request in writing to the Vendor Compliance
Manager via email.

Authorized retailers may designate one or more individuals to become certified
trainers. Once certified, each trainer is encouraged to contact their Vendor
Liaison for technical assistance as needed.

Once a certified trainer has met all WIC Program training requirements, they will
be added to a database with the State WIC Office and must be recertified as
required by the State WIC Office.

Certified trainers are responsible for training all store personnel involved in
processing eWIC transactions. These individuals must work through their
corporate offices to provide interactive training at the following times:

1. Initial WIC Program authorization (new applicants);
2. Contract reauthorization; and
3. When requested by the State WIC Office.




Certified Trainer Program (optional) continued

A new authorized store must submit a copy of the WIC Certified Retailer Training
Reporting Form to the State WIC office prior to accepting WIC food benefits. This form
documents that at least one member of management has been trained by a certified
trainer. Completed forms must contain the following information:

1. Company name (including store number if applicable);
Certified trainer name;

Attendee names;

Training date; and

QNN

Training type.

Certified trainers do not have to submit records of training provided to non-
management store personnel to the State WIC Office.

Certified trainers should keep copies of training materials and attendee rosters.
This information may be requested by the State WIC Office.

The State WIC Office requires authorized retailers to submit required
documentation to ensure mandatory training requirements have been met.

The State WIC Office may assist authorized retailers and certified trainers in
developing training resources for store personnel.

eWIC Processor Training

Basic training will be provided for authorized retailers using stand-beside devices
by contacting the Conduent help desk.

The eWIC Processor is responsible for confirming with the WIC Program that the
store’s stand-beside equipment is operational.

Authorized retailers should contact the eWIC Processor if they require additional
training or have questions about using eWIC stand-beside equipment.

eWIC Integrated Training

Certified trainers or designees are responsible for training management and
other store personnel in any unique processing and transaction requirements for
eWIC food benefits.

Certified trainers are responsible for developing and distributing internal training
resources to be used by cashiers in facilitating eWIC transactions.



Program Administration:
Compliance Investigations

The WIC Program shall conduct undercover investigations to monitor authorized
retailers’ level of compliance. These guidelines define compliance investigation
procedures for which e WIC food benefits are the payment method.

Administrative Issues
The specific violations assessed during a compliance investigation are outlined in the
Sanctions, Compliance, and Program Violations Schedule.

All violations documented during the investigation will count toward the establishment

of a pattern of noncompliance. Multiple occurrences of the same violation documented

during a single compliance buy will only be charged once. Authorized retailers that

receive a warning letter as a result of a compliance investigation are expected to take

the following corrective actions:

® Complete training of store personnel in proper eWIC and reimbursement procedures.
Resources that outline these procedures may include the Xerox eWIC Retailer
Manual for stores using stand-beside devices and processing instructions developed
by corporate retailers for stores using point-of-sale integrated systems;

® Review the final compliance investigation letter and implement appropriate
corrective actions to address all documented violations; and

® Contact the store’s assigned Vendor Liaison to request assistance if needed.

Once a compliance investigation has been closed, the retailer may request a copy of
any supporting documentation (e.g., e WIC transaction records, store receipts, and
investigation reports) by writing to the State WIC Office.

If an authorized retailer accumulates any chargeable violations, the retailer may request
training by contacting the store’s assigned Vendor Liaison.

After the retailer receives a final compliance letter, the store manager or owner must
remit payment for any assessed fine within 20 calendar days to the Virginia Department
of Health in the form of a cashier’s check or money order. Payment should be mailed to
the contact person and address identified on the invoice sent to the retailer.

Questions regarding a warning letter received by the retailer must be directed to the
State WIC Office personnel who sent the compliance results letter.

A disqualified store may reapply for WIC Program authorization after completion of
all performance requirements outlined in the final written disqualification letter. These
requirements may include the return of any stand-beside equipment used to process
eWIC transactions.

A copy of federal regulations 7 C.F.R. §246.12(L)(3)(xx) which further outline WIC
Program abuse issues can be obtained by contacting the store’s assigned Vendor
Liaison or from the Food and Nutrition Service of the United States Department of
Agriculture’s website.



Program Administration:
Inventory Audits

The WIC Program shall conduct inventory audits to monitor authorized retailers’ level
of compliance. Inventory audits are used to identify potential discrepancies between a
store’s purchasing records compared to eWIC transactions processed at the retailer’'s
location. These guidelines define inventory audit procedures.

Administrative Issues

The specific violations assessed during an inventory audit are outlined in the Sanctions,
Compliance, and Program Violations Schedule.

All violations documented during an inventory audit will count towards the
establishment of a pattern of noncompliance. Multiple occurrences of the same violation
may be charged during this type of audit.

Once an inventory audit has been completed, the authorized retailer will be notified by
the State WIC Office in writing of the audit results and any required follow up actions.

After the retailer receives a final compliance letter, the store manager or owner must
remit payment for any assessed fine within 20 calendar days to the Virginia Department
of Health in the form of a cashier’s check or money order. Payment should be mailed to
the contact person and address identified on the invoice sent to the retailer.

Questions regarding an inventory audit final results letter received by the retailer must
be directed to the State WIC Office personnel who sent the compliance results letter.

A disqualified store may reapply for WIC Program authorization after it has completed
all performance requirements outlined in its final written disqualification letter. These
requirements may include the return of any stand-beside equipment used to process
eWIC transactions.

A copy of federal regulations 7 C.F.R. §246.12(L)(3)(xx) which further outline WIC
Program abuse issues can be obtained by contacting the store’s assigned Vendor
Liaison or from the Food and Nutrition Service of the United States Department of
Agriculture’s website.



Program Administration:
Sanctions, Compliance, and Program Violations

Category Class | Violation Administrative St/Fed
A Descriptions Actions (See VII) | Violations
Limits participants in their choice of WIC $100 fine, second St
1. approved food. occurrence within a
12- month period.
Minimum food stocking requirement not met | $100 fine, second St
2. for any WIC approved food item(s), including | occurrence within a
contract formula. 12-month period.
Cardholder not given a shopping receipt for $100 fine, second St
3. their WIC purchase and cardholder did not occurrence within a
expressly decline the receipt. 12-month period.
Prices not displayed in the immediate area of | $100 fine, second St
4. WIC approved food(s). occurrence within a
12-month period.
Requests additional identification, beyond $100 fine, second St
S. requesting the cardholder enter their Personal | occurrence within a
Identification Number (PIN), to process a 12-month period.
eWIC transaction.
Asks for and/or enters the eWIC cardholder’'s | $100 fine, second St
6. PIN in order to process a eWIC transaction. occurrence within a
12-month period.
Equitable treatment is not provided to the $100 fine, second St
7. eWIC cardholder/ participant when these occurrence within a
options are offered to cash paying customers, | 12-month period.
including the use of manufacturer and/or
store coupons, incentives or discounts.
Offers incentives or in-store promotions $100 fine, second St
8. exclusively targeted at eWIC cardholders/ occurrence within a
participants. 12-month period.
Required training of cashiers on how to $100 fine, second St
. process a eWIC transaction is not provided. occurrence within a
12-month period.
Charges the WIC Program sales tax on a $100 fine, second St
10. eWIC purchase. occurrence within a
12-month period.
Violates participant’s confidentiality. $100 fine, second St
11. occurrence within a
12-month period.
Scanning UPC of WIC approved food items $100 fine, second St
12. and providing food items that are different occurrence within a
from the WIC prescribed benefits. 12-month period.




Program Administration:
Sanctions, Compliance, and Program Violations

Category Class Il Violation Administrative St/Fed
B Descriptions Actions Violations
A federally mandated requirement or 2 incidents = pattern; 1 St
1. documented corrective action is not year DQ or CMP.
complied with, i.e., fails to purchase
formula from an approved supplier,
distributor or manufacturer.
Prices of WIC authorized foods/formula 2 incidents = pattern; 1 St
2. is not provided as requested by the WIC year DQ or CMP.
program.
Minimum food stocking requirement is not | 3 documented St
3. met within a 12-month period. incidents within a
consecutive 12-month
period= pattern; 1 year
DQ or CMP,
Discriminates against a eWIC cardholder 2 incidents = pattern; 1 St
4. based on race, color, national origin, age, year DQ or CMP.
sex or disability.
An administrative fee, compliance fine, 2 incidents = pattern; 1 St
5. overcharge, as requested by the WIC year DQ or CMP.
Program, is not paid.
Does not attend mandatory WIC Program |2 incidents = pattern; 1 St
6. training after having the opportunity to year DQ or CMP.
reschedule once.
Fails to properly use “WIC” shelf labels on |3 documented St
7. food(s) as outlined in the WIC Approved incidents within a
Food List. consecutive 12-month
period equates to a
pattern, 1year DQ or
CMP.




Program Administration:
Sanctions, Compliance, and Program Violations

Category Class Il Violation Administrative St/Fed
C Descriptions Actions Violations
Transacts and/or redeems eWIC 4 incidents = pattern; Fed
1. transactions outside of authorized 3 year DQ or CMP.
channels or the actual store location as (See footnote for
identified in the signed Retailer Agreement, | additional information
including the use of an unauthorized store |related to the CMP).
location. 7 CFR 246.12(HOM/iH(D)
Uses a different Universal Product Code 4 incidents = pattern; Fed
2. (UPC) than what was charged to the WIC | 3 year DQ or CMP.
program which results in allowing the (See footnote for
eWIC cardholder to purchase an ineligible | additional information
food or non-food item. 7 CFR 246.12(DH(1) related to the CMP).
(iv)
Charges the WIC program more for 4 incidents = pattern; Fed
3. supplemental WIC food(s) purchased than |3 year DQ or CMP.
non- WIC customers (overcharge). 7 CFR (See footnote for
246.12(HMINHC) additional information
related to the CMP).
Charges the WIC Program for 4 incidents = pattern; Fed
4. supplemental foods not received by the 3 year DQ or CMP.
eWIC cardholder (overcharge). 7 CFR (See footnote for
246.12(MHMCINE) additional information
related to the CMP).
Manually enters a cardholder’s Personal 4 incidents = pattern; Fed
5. Account Number (PAN) without having 1year DQ or CMP. (See
actual physical possession of the eWIC footnote for additional
benefit card for the items charged as being | information related to
purchased by the cardholder. the CMP.
Threatens/inflicts physical harm/ 4 incidents = pattern; St
6. commits verbal harassment against a 3 year DQ or CMP.
WIC representative or a participant using (See footnote for
program benefits. additional information
related to the CMP).
Provides false and/or incomplete 4 incidents = pattern; St
7. information, including pricing data, as part |1year DQ or CMP. (See
of the selection and evaluation process. footnote for additional
information related to
the CMP).
8 Transacts and/or redeems eWIC 4 incidents = pattern; St

transactions outside of normal operating
hours as reported to the WIC Program.

3 year DQ or CMP.
(See footnote for
additional information
related to the CMP).




Program Administration:
Sanctions, Compliance, and Program Violations

Category Class IV Violation Administrative St/Fed
D Descriptions Actions Violations
1 Trafficking/Illegal sales, including the 1incident = 6 year DX or Fed

buying or selling of eWIC benefits CMP. (See footnote for
for cash; exchanging WIC benefits additional information).
for fire arms, ammunition, explosives,

or controlled substances (as defined

in section 102 of the Controlled

Substances Act

(21 U.S.C.802). 7 CFR 246.12(HO(MiH(A)

& (B)

2 Sells cigarettes/tobacco or alcoholic 1incident = 3 year DQ or Fed
beverages to eWIC cardholder - one CMP. (See footnote for
documented occurrence is sufficient additional information
for imposing this sanction. 7 CFR related to the CMP).
246.12(HMGIDHA)

3 Provides cash, in whole or in part, for 1incident = 6 year DQ or Fed
eWIC benefits. 7 CFR 246.12(D(M3IDNCA) | CMP. (See footnote for

additional information).

SRR Class V Violation Descriptions Administrative Actions .St/F?d
E Violations
1 A conviction of trafficking or illegal 1incident = permanent Fed

sales. Trafficking/Illegal sales-the DX (see footnote for
buying or selling of eWIC benefits additional information).
for cash; exchanging WIC benefits

for fire arms, ammunition, explosives,

or controlled substances (as defined

in section 102 of the Controlled

Substances Act (21 U.S.C. 802). 7 CFR

246.12(HM D




Program Administration:
Sanctions, Compliance, and Program Violations

References:

Vi.

Vii.

Viil.

Xi.

The Sanctions, Compliance, and Program Violations Schedule applies to eWIC
transactions only.

Federally mandated violations are designated with the notation of Fed, state mandated
violations are designated with the notation of St.

CMP means Civil Monetary Penalty. The State WIC Office may impose a CMP in lieu of a
disqualification if the disqualification of the store would result in inadequate participant
access.

DQ means WIC Program disqualification.

A pattern of noncompliance for federally mandated violations equates to four or more
documented incidents unless stated otherwise.

A pattern of noncompliance for state mandated violations equates to two or more
documented incidents unless stated otherwise.

Patterns established for routine monitoring are established when two (or more)
occurrences of the same violation occur within a consecutive 12-month period.
Patterns established for compliance investigations are established when two (or
more) occurrences of the same violation occur within the single (same) compliance
investigation.

For violations documented during the first compliance buys of an investigation, the
State WIC Office will send a written warning letter to the retailer. The State WIC
Office will conduct additional buys two weeks after sending this warning letter. Once
the investigation is closed, the store will receive a final summary of the documented
violations.

Exception - no written warning may be sent to a store prior to completing additional
compliance buys if this notice would jeopardize the integrity of the investigative process.
The State WIC Office may decide not to provide written notification to the retailer if it
determines that said notification would compromise the investigative process. The State
WIC Office must document in the store’s file the reason(s) supporting this administrative
decision.

All violations flagged as overcharge will result in assessment of a financial vendor claim
and the retailer will have to repay the amount of the overcharge.

Refer to State WIC Regulation 12VAC5-195-600 (Sanctions and administrative actions)
for additional information pertaining to state agency policies.




Program Administration:
Disqualification and Administrative Actions

These guidelines define procedures for requesting review or appeal of administrative
actions and payment of Civil Monetary Penalties (CMPs) and administrative fines.
Penalties and fines are exacted after specific areas of noncompliance (as outlined in the
Sanctions, Compliance, and Program Violations Schedule) have been documented by
the WIC Program.

Administrative Review Request

Authorized retailers and new store applicants have the right to request administrative
review or appeal of disqualification (except in cases of reciprocal SNAP disqualification),
denied authorization, or other administrative action. To pursue this option, the retailer
must submit a written request for administrative review to the Vendor Compliance
Manager within 15 calendar days of receipt of the State WIC Office’s administrative
decision.

Civil Monetary Penalty (CMP) Assessment

The authorized retailer must remit a lump sum payment within 20 calendar days after
receiving an administrative fine letter unless other arrangements, such as installments,
are agreed upon in writing.

Administrative Fine Assessment

The State WIC Office will send an administrative fine letter and invoice to the retailer or
corporate contact. The invoice will identify the amount due, the remittance date, and
the specific violations documented by the WIC Program.

If the authorized retailer pursues a second review of the original amount assessed,
they must submit a written request to the State WIC Office within 20 calendar days
after receiving the administrative fine letter and invoice. In the written request, the
authorized retailer must include any documentation that should be considered by the
Division Director in evaluating the merit of the reconsideration request. The payment
amount identified in the original invoice is not due until the authorized retailer receives
an updated written decision. If a fine still applies once an administrative decision is
made then the authorized retailer must submit payment within 20 calendar days after
receiving the updated written notice.



Quick Reference: Contacts and Web Links

State WIC Office Program commonly used contact information and website links.

Contacts

State WIC office email for retailers: WIC_Retailer@vdh.virginia.gov
Use email to contact Vendor Liaisons, Vendor Manager, or UPC Coordinator

State WIC office receptionist: 804-864-7800
Use to contact Vendor Liaisons, Vendor Manager, or UPC Coordinator

Conduent Vendor Helpdesk: 877-436-6057
Use to contact Conduet regarding stand-beside equipment used for processing eWIC
transactions.

Links

VirginiaWICRetailers.com

Use to find the most up to date versions of:
Retailer Supply Request Form (Webform)

Retailer Bulletins,

Approved Food List

Approved Formula Suppliers
Formula Flyer

Minimum Stocking Requirement

WIC approved Food Brochure

UPC Update Request Form

Retailer Complaint and Incident Form

Other training and manuals

Address

Send hard copy correspondence (if needed) to: Vendor Compliance Manager
Virginia Department of Health
109 Governor Street, 8th floor
Richmond, VA 23219
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